




01104107 AR VCO customer branding is gone when calling through SC cente 01104107 

10120106 

08101106 

06129106 

1 10~20106 Voice caller said the operator was rude and yelled at her to slow 
down instead of just saying "one moment PIS" -then the opeator 
yelled that she wasn't yelling. Also used VCO bndge improperly - 
opened VCO bridge while voice user was talking (did not wait forth, 
GA) and opened VCO bridge while voice user had them on hold - st 
VCO user was talking to dead alr.GA. 

08101106 Captlons lag tw far behind voice 

pologized and opened Trouble Tuket. Follow UD reauested. This 1 

06129106 Customer stated this agent dialed 800 number and Said "busy". 
Customer had to ask for REG 800. 

i 

upervisor met with agent and agent demonstrated knowledge of 
CO procedures. However, agent was coached an the importance of 
?monstrating a warm and hiendly demeanor when speaklng with 
istornen. No follow up requested. 

istomer shared feedback regarding accuracy of captions and 
Iptiining speed. Apologized lor incidence and thanked customer 
r the feedback and informed customer that the feedback would be 
tared with appropriate captioning Servlce staff. Suggested 
istomer document date, time and CA number for future feedback 

lpervisor apologized for the inconvenience and assured this would 
fowarded to approprlate supervisor. Follow up requested via 

>ail provided Supervisor met with agent and coached agent on 
lper Reg 800 procedures. Agent understood Follow up email sent 
the customer 6129106. 







01104107 AR VCO customer branding is gone when calling through SC center. 01104107 

06129106 Customer stated this agent dialed 800 number and Said "busy'' 
Customer had to ask for REG 800. 

10/20106 

08101106 

10120/06 

08101106 

Voice caller said the operator was rude and yelled at her to slow 
down instead of just saying "one moment pls" -then the operator 
yelled that she wasn't yelling. Also used VCO bridge improperly - 
opened VCO bridge while voice user was talking (did not wail for thi 
GA) and opened VCO bridge while voice user had them on hold - s( 
VCO u s e r  was talking to dead air.GA. 

Captions lag too far behind voice 

06129106 

pologized and opened Trouble Ticket. Follow up requested. This 
umber 1s showing up in ANl.DAT as VCO. Refened to tech for 
!solution 

upervisor met with agent and agent demonstrated knowledge of 
30 procedures. However. agent was coached on the importance c 
?monstrating a warm and friendly demeanor when speaking with 
tstomers. No follow up requested. 

istomer shared feedback regarding accuracy of captions and 
iptioning speed Apologized for mcldence and thanked customer 
r the feedback and Informed customer that the feedback would be 
lared with approprlate captlonlng ~ e ~ i c e  staff Suggested 
istomer document date, tame and CA number for future feedback 

lpervlsor apologized for the lnconvenlence and assured thls would 
forwarded to approprlate S U ~ ~ N I S W  Follow up requested via 

iall provided SUPeNlSor met with agent and coached aoent on - " 
>per Reg 800 procedures Agent understood Follow up email sen! 
the customer 6/29/06 

! 

i 



06/13/06 

i 

Accuracy of captions 0611 3/06 Customer shared feedback regarding accuracy of captions and 
captioning speed Apologized for incidence and thanked customer 
for the feedback and informed customer that the feedback would be 
shared with appropriate captioning sew~ce staff 





01/04/07 AR VCO customer branding is gone when calling through SC center. 

10120106 Voice caller said the operator was rude and yelled at her to slow 
down instead of just saying "one moment pls" - then the operator 
yelled that she wasn't yelling. Also used VCO bridge improperly - 
opened VCO bridge while voice user was talking (did not wait for the 
GA) and opened VCO bridge while voice user had them on hold - so 
VCO user was talking to dead air.GA. 

pologized and opened Trouble Ticket. Follow up requested. This 
umber is showing UD in ANI.DAT as VCO. Referred to tech far 
?solution 

01/04/07 

10/20/06 ,upervisor met wth agent and agent demonstrated knowledge Of 

'CO pracedures However. agent was coached on the importance c 
emonstrating a warm and friendly demeanor when speaking wlth 
ustomers No fallow up requested 

hstomer shared feedback regarding accuracy of captions and 
aptioning speed Apologized for incidence and thanked customer 
x the feedback and Informed customer that the feedback would be 
hared wth appropriate captioning service staff Suggested 
ustomer document dale tlme and CA number for future feedback 

iupervisor apologized for the inconvenience and assured thts WOUII 
le forwarded to appropriate supervlsar Follow up requested via 
,mall provided Supervisor met with agent and coached agent on 
#roper Reg 800 procedures Agent understood Follow up emall ser 
J the cuStomer 6/29/06 







01104107 

10120106 

08101106 

06129106 Customer stated this agent dialed 800 number and said "busy" 
Customer had to ask far REG 800 

06129106 

AR VCO customer branding is gone when calling through SC center. 01104107 

Voice caller said the operator was rude and yelled at her to slow 
down instead of just saying "one moment pls" - then the operator 
yelled that she wasn't yelling. Also used VCO bndge improperly - 
opened VCO bridge while voice user was talking (did not wait for the 
GA) and opened VCO bridge while voice user had them on hold - so 
VCO user was talking to dead air.GA. 

10120106 

Captions lag too far behind voice 08101106 

pologized and opened Trouble Ticket. Follow up requested. This 
umber is showing up in ANl.DAT as VCO~ Referred to tech for 
solution 

upervisor met with agent and agent demonstrated knowledge of 
CO procedures. However, agent was coached on the importance < 
smonstrating a warm and friendly demeanor when speaking with 
lstomers No follow up requested. 

ustamer shared feedback regarding accuracy of captions and 
Iptionlng speed Apologized for incidence and thanked customer 
r the feedback and informed customer that the feedback would be 
lared wdh appropriate captioning sewice staff Suggested 
1Stomer document date time and CA number for future feedback 

upervisor apologized for the inconvenience and assured this wouk 
I forwarded to appropriate supervisor Follow up requested wa 
nail provided Supervisor met with agent and coached agent on 
oper Reg 800 procedures Agent understood Follow up email ser 
the cuStomer 6/29/06 
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o An oversize page or document (such as a map) which was too large to be 

o Microfilm, microform, certain photographs OT videotape. 

scanned into the ECFS system. 
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